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Digitizing Non-Clinical 
Operations in Healthcare
10 opportunities for software companies to leverage information 

management technology and digitize healthcare operations
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Executive summary

The world is changing, and healthcare needs to change with it. There are multiple 
opportunities for digital transformation in the administrative duties of health 
organizations that will boost productivity, efficiency and profitability. Software 
vendors around the world are in a unique position to offer the technological 
capabilities these health organizations need to thrive.

The healthcare industry consists of two components – the clinical, patient and care 
facing side and the non-clinical administrative side. In order for the clinical side of 
healthcare to operate well, the non-clinical must be set in order and run efficiently. 
However, the administrative staff behind these processes increasingly find 
themselves limited in their productivity due to the sheer amount of data, manual 
processes, and regulatory activities they must contend with. 

The bottom line is that most organizations in the healthcare industry deal with 
extremely sensitive data, they rely on outdated processes, and are in a tech-heavy, 
highly competitive marketplace. They are in desperate need of solutions from 
healthcare software vendors, who themselves are continually scrambling to develop 
new applications year-on-year.

Despite these numerous challenges, there are digital solutions available that 
can help modernize and digitize the backend administrative processes of health 
organizations. Information management is an excellent example of how digital 
solutions can bring health organizations into the future. By introducing information 
management, organizations can increase productivity and profitability while 
introducing their patients to a new world of convenience. Healthcare software 
vendors are often able to offer elements of these solutions. However, with their 
own internal specialties and limited resources, they cannot usually offer the more 
comprehensive solutions that healthcare organizations need to remain competitive. 
To do this, they need to join forces with a partner.

The OpenText OEM program offers healthcare software vendors an opportunity 
to extend their offerings and expand further into the healthcare industry market 
without needing to invest research and development efforts into non-core areas of 
their business.

Let’s begin by taking a look at some of the administrative challenges the healthcare 
industry faces on a daily basis where digital solutions, such as information 
management, are needed.
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The healthcare industry needs strong information  
management solution providers

The healthcare industry handles an amazingly large amount of data on a daily 
basis – patient records, test results, analyses, consent forms, research material, 
and more all contribute to a complex and ever-growing reservoir of information. In 
the business world, information management technology was introduced to help 
business organizations become more effective, efficient and compliant. However, 
despite the modern workplace and the solutions available, there are still surprisingly 
large amounts of data that remain on paper in the healthcare industry.

It’s true that when patients walk into most clinics or hospitals, their information is 
entered and saved in their computer’s database. But what happens to test results? The 
doctor’s medical notes? Their medical history? Many healthcare facilities still keep this 
data on paper and often never transfer it to an easily accessible electronic database.

In a recent survey, only 7% of healthcare and pharmaceutical companies claim to have 
gone digital, compared to 15% of companies in other industries. Despite this apparent 
lack of digital development, the US healthcare market alone is enormous; with national 
health spending projected to reach $5.7 trillion by 2026. With figures like these, it is 
obvious that there is room for improvement and plenty of opportunity for software 
vendors to help. The digitalization of the administrative side of the healthcare industry 
is a prime opportunity for organizations seeking to be competitive.

According to DMN3, 47% of patients choose to research doctors online, 38% 
research hospital and medical facilities, and a staggering 77% of patients prefer 
to use online methods to book medical appointments. However, despite the 
plain demand for digitization of the healthcare industry, 93% of healthcare 
and pharmaceutical companies still lag behind. These organizations face daily 
challenges that limit their ability to fully transform their organization and increase 
their productivity. As software vendors, they need our help.

The most common of these administrative challenges include:

• Data capture

• Storage, management and migration

• Analysis and reports

• Processes and automation

• Search and discovery

• Integration and Access

• Communication

Let’s examine these challenges in more detail, and see what capabilities are already 
available to help both healthcare and solution providers.
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Back-office challenges in the healthcare industry

Data capture

Many of the healthcare industry’s processes are still paper dependent, have ties to 
paper-based data capture methods or are eForms-based, but sub-optimally deployed.

For example, numerous facilities still have patients fill out forms on paper and then 
re-enter the data into their system. Other organizations output data on paper; 
including medical notes, history and result sheets. Even the more advanced 
organizations using eForms often leave much to be desired from an efficiency and 
user-experience standpoint. Most organizations still support legacy content on 
paper, and even if they did plan to move to digital, this content must be preserved.

How OpenText supports solution providers:

• Digital capture forms 
Digital capture forms can replace nearly all paper-based forms a health 
organization uses. These digital forms can be stored more securely, accessed 
faster and provide wider accessibility to the organization and the patients involved. 

• Document capture 
For the legacy documents themselves, manually entering in information on the 
computer can be a time-consuming and error prone activity. Document capture 
solutions are an efficient and elegant solution for this.

• Data capture 
Instead of manually entering new information to digital capture forms, data 
capture solutions enable organizations to use data from other sources where the 
patient entered data for better efficiency.

Storage, managing and migrating data

Administrative staff in the healthcare industry are often trusted with extremely 
sensitive patient information that must be managed in compliance with internal and 
external regulations. This kind of information is often stored on legacy systems, and 
must be easily accessed before, during and after digital transformation.

In addition to this, the administrative staff need to better connect clinical treatment 
to billing processes so that their work is auditable and traceable. 

How OpenText supports solution providers:

• Content Management Systems 
Other industries have used content management systems to help organize, share 
and work with their content. The healthcare industry can use this valuable tool as 
well to help them manage and access the sheer amount of data.

• Archiving and Records Management 
Regulatory compliance calls for the archiving and maintenance of old patient 
information and records. Using paper-based methods opens the process up to 
errors, damage and loss. Archiving and records management saves space, and 
prevents these errors, ensuring that organizations stay compliant.
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Analysis and reporting

The healthcare industry as a whole tends to have a much more sluggish approach 
to operational processes such as scheduling and registration, which analytics can 
provide insights into. At the same time, they must have the ability to report capacity 
and performance metrics to the government quickly and easily.

How OpenText supports solution providers:

• Trend Analysis 
Analyzing trends enables organizations to predict where their critical business 
hours come in and where they must prepare or improve appropriately.

• Process Analytics 
Many patients that use healthcare organizations complain about slow and 
sluggish processes. By using process analytics, organizations can identify 
bottlenecks and places for improvement.

• Data Visualization 
Data visualization is a management tool where stakeholders can evaluate where 
they can improve and what they excel at in a more easy way.

• Reporting 
Reporting enables a regular evaluation of the health organization where 
stakeholders can evaluate their gradual improvements.

Processes and automation

There are many systems within healthcare organizations that could greatly benefit 
from digitized processes and automation. Referral management, post treatment 
care communications and antiquated EOB processes curb the potential success 
these organizations can achieve.

How OpenText supports solution providers:

• eForms Design & Management 
In order to create digital forms and manage them, organizations need access to 
an eForm design and management solution. From here they can easily create or 
edit their forms to be used elsewhere.

• Process Design & Management 
In order to improve the workflow of the organization, process design and 
management is important to ensure that everyone is on the same page and 
working in the right direction.

• Automated notifications 
Automated notifications help keep projects moving and prevent bottlenecks 
where team members await approval before proceeding.

Search and discovery

One of the most concerning traits within healthcare organizations is their lack of 
data management. Individuals misunderstand where at-risk information resides, and 
the lack of data compliance and controls in place to correct non-compliance puts 
the entire organization at risk.

How OpenText supports solution providers:

• File Analysis Tools 
When dealing with vast amounts of data, it is easy to lose that data or even 
damage it in the case of paper-based systems. File analysis tools enable users to 
not only find, but know what they are looking for within the system.
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Integration and access

During the course of delivering patient care, healthcare organizations often must 
share information with remote workers. With data needing to be transmitted 
between remote workers working on different systems, retaining integrity and 
control is complex.

How OpenText supports solution providers:

• Remote Access Tools 
Organizations today have workers across the country, and sometimes across the 
world. Health organizations collaborate with specialists and professionals that 
may not reside within their own organization. Remote Access Tools give these 
individuals valuable information that they need to do their job, no matter where 
they are located.

Viewing, transformation and communication

The customers of healthcare organizations, the patients, are constantly introducing 
new devices and mechanisms of communication that their strategies need to 
cope with. Furthermore, healthcare organizations must accommodate a variety of 
guardianship relationships, providing both patients and care teams access to the 
right information. 

How OpenText supports solution providers:

• Template Design & Management 
Template design and management streamline the digital transformation process, 
giving organizations access to effective templates to be reused and optimized for 
better use in the future.

• Communications & Personalization 
Digitizing a healthcare organization vastly improves their communication and 
personalization abilities. This helps with patient engagement and general 
communication.

• File Transformation 
Digitizing an organization also allows it to edit, change and move files around to 
better serve the organization or a new purpose.

As you can see from the above challenges facing the healthcare industry today, 
there are ample opportunities for software vendors to assist and help digitally 
transform operations. By transforming how these organizations deal with their 
administrative processes, they can the organization’s productivity, efficiency and 
profitability through information technology. 

Let’s take a deeper look at how information technology can transform healthcare 
with a few examples. 
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10 examples of how information management technology 
can digitize healthcare

Each of these examples will examine a problem that many non-digitized healthcare 
organizations commonly encounter. We will then take a look at how that problem 
can be solved through information management technology, and what solutions are 
available to tackle the issue.

Patient scheduling

The coordination of appointments between patients and caregivers such as 
doctors, nurses and specialists often leaves room for improvement. By relying on 
paper-based processes, patient scheduling is often slower than it could be, thus 
weighing down the entire operation.

Patients do not have an easy and quick way to submit information online, and must 
rely on their own resources to remind them of appointments. Should they wish to 
change the details of their appointment, they are usually required to contact the 
healthcare organization directly and deal with a person who then has to manually 
enter in the new information. Booking or changing appointments outside of office-
hours is often almost impossible.

How information management will help:

eForms design & management enables users to design, build and deploy eForms to 
collect information for appointment scheduling such as availability, reason for visit, 
patient ID and more. This will allow patients to book or edit their appointments on 
their own terms without requiring the services of a staff member.

Automated notifications are used by digitized healthcare organizations to remind 
patients of their upcoming appointments or are used to let patients know when they 
are due to book another appointment.

Patient communications enables healthcare organizations to distribute personalized 
communications along with booking and appointment reminders through any 
channel. This means that patients will be reached on a channel appropriate for them 
and increases the likelihood of patient to organization engagement.

Registration / check-in

Many healthcare organizations still require new patients to fill-in their details on 
paper when the patient arrives for their appointment. Those details are then entered 
into a system in order to register the patient as a member of the clinic in question. 

This is not only inconvenient for the patient, but requires unnecessary additional 
work for the clinic staff. Digitization is needed to streamline the process, but what 
of the information that already resides on paper?

How information management will help:

Forms capture tools enables users to collect and extract data from forms used 
during the patient registration and check-in processes for use in other systems, 
eliminating the need for additional registration processes.

Document capture gives the healthcare organization the ability to migrate existing 
paper-based patient information into their system as part of a customer file. Users 
can scan, photograph, or otherwise ingest supporting documentation such as ID, 
insurance information and more easily and quickly.
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Content management systems ensures that information assets such as claims, 
forms, documents and other information important for patient registration is 
securely stored and organized for future use.

eForms design and management applications are again useful when it comes to 
patient registration. The information the patient entered in when they originally 
scheduled their appointment can be used for the registration process. In addition to 
this, eForms can be used and supplied to patients separately if that is instead desirable. 

Process design and management allows organizations to structure and  
automate communications, notifications and routing of information required as  
part of patient registration.

Medical claims processing and billing

A large part of the healthcare industry involves submitting, following up on, and 
appealing claims with health insurance companies in order to receive payment for 
services rendered; such as testing, treatments, and procedures.

For non-digitized healthcare providers, this requires a lot of manual input, human 
resources and patience. Many of the claims are similar in nature and could fit into 
a general template. The claims also require patient details which the patient must 
fill in themselves, often onto forms. Finally, these patients must be contacted with 
information relating to their claim once it has been processed.

How information management will help:

Data capture in a similar fashion to document capturing for registration, will enable 
the healthcare organization to scan documents, forms and other content related 
to claims processing or medical billing in order to isolate and extract the data, 
and autofill the data in other systems/documents. This will save time and effort on 
behalf of the organization and the patient.

Content management will keep the claims and supporting documents secure and 
easily accessible for the organization.

Template design and management will help create templates which can then be 
personalized per patient either manually or auto filled from external sources to 
increase productivity.

Patient communication solutions enable users to create, customize and distribute 
claims/billing information through any channel and in a manner personalized to 
patients and partners based on templates. This assists the organization while 
maximizing convenience for the patients.

Contract management

Healthcare organizations routinely deal with various forms of contracts. As a matter 
of business, they have to create, route, review and approve contracts regularly. 
Organizations who are not digitized usually have to dedicate hours a day to this 
process and have entire teams of employees taking care of it.

However, contact management is not only concerned with recent contracts. Old 
contracts must be archived and stored for future reference, leading to misplaced 
files, lost documents and damaged contracts.

How information management will help:

Document capture comes in handy here for legacy contracts or paper information 
assets that are vital to the contract in question.
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Content management as above will fulfill a security and organizational role with the 
contracts the organization deals with.

Archiving and records management will be used for contracts that are old enough 
to archive and store for the long term in order to maintain regulatory and internal 
compliance easily.

Process design and management assist with the workflow required to develop, 
review and approve contracts. Process design and management provide much 
needed automation and structure to the entire contractual process.

Template design and management can be used to create and update contract 
templates that can be further customized and personalized downstream.

Process analytics provides key insights into the contract development process, 
including throughput, timing and bottlenecks.

Accounts payable

Healthcare organizations deal with suppliers from across the industry spectrum, 
obtaining products and materials sometimes from around the world. Paying these 
suppliers on their terms and in their preferred method is something that many  
non-digitized organizations are incapable of achieving without sacrificing their  
own productivity.

How information management will help:

Document and data capture enables the organization to scan important supplier 
documents and data while storing that information into their system. This provides 
much needed traceability and information backup.

Content management will enable users to securely store and organize information 
assets related to the supply process (e.g. bills, invoices, purchase orders, insertion 
orders, etc.) for future reference.

Archiving and records management will enable the organization to securely store 
and manage old supply documents for better traceability and compliance.

Process design and management will introduce structure and automation to the 
workflow required to accept, review and approve supply and procurement requests 
and make payment where necessary for maximum productivity.

Templates design and management will give the organization the ability to 
create and update their own supply related communication templates that can be 
customized for different partners and suppliers. Through personalization, these 
details can be auto filled or manually changed.

Process analytics helps to optimize the procurement and supply process by 
providing key insights such as throughput, timing and any bottlenecks that may 
occur.

Trend analysis will help the organization to identify cost savings through analysis of 
the procurement process. Duplicate services, payment terms and payment methods 
can all be optimized for the benefit of the organization to save money. 

Patient communications

Patient communications refer to the process of planning, creating and delivering 
key information at certain touch points to patients throughout their lifecycle. 
This information can include appointment or check-up reminders, personalized 
messages, welcome packages, marketing messages and more.
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As already covered multiple times above, patient communications affect many 
aspects of running a healthcare organization. Organizations who are not digitized 
yet may find it difficult, but not impossible, to conduct effective communications 
with their patients. However, digitized organizations are able to optimize and boost 
their communications for better engagement.

How information management will help:

Template design and management allows the organization to create and update 
patient communication templates like welcome kits, reminders, thank you messages, 
billing communications and more. These templates can be further customized and 
personalized to create maximum engagement and for maximum effect.

Patient communications personalization will enable the organization to modify the 
content of a patient communication template manually or by auto filling data from 
external or internal sources. This will speed up communications and help drop the 
human resource cost associated with it.

Patient accessibility 

Patients are always looking for new ways to access and interact with their 
healthcare services. One of the more successful examples of this is the online 
patient portal. A patient portal is a secure online website that gives patients 
convenient, 24-hour access to personal health information from anywhere with an 
Internet connection. 

Patient portal are thus quite the competitive advantage for digitized healthcare 
organizations over non-digitized organizations. However, many organizations still 
do not offer great patient accessibility or even simple patient portals.

How information management will help:

Content management is vital when considering how patients interact with an 
organization. Patients interact with content and need access to different kinds at 
different times. In the case of a patient portal, content management provides a secure 
and compliant storage and access to patient information on the portal backend.

Data visualization is where you make the experience of patient accessibility 
enjoyable and easy for the user. It provides dashboards and other visualizations 
of patient data (e.g. upcoming appointments/booking reminders, benefits used, 
insurance information, etc.) in an easy to understand way.

Prescriptions

Many of us will know that when it comes to receiving prescriptions, it’s usually a 
matter of obtaining a piece of paper that details what you need. These prescriptions 
can be hard to read, easy to lose and fairly simple to commit fraud with. With digital 
transformation, the process of digitally generating, authorizing and transmitting 
prescriptions from doctors and other prescribers to pharmacists and other 
dispensers could easily replace manual prescriptions.

How digitization will help:

Content management will enable users to securely store and organize prescription 
records in a manner that is compliant with regulations. This will ensure convenience 
for the patient, and organization for the healthcare facility.

Process design and management is important to structure and automate the 
workflow required to write and distribute electronic prescriptions. 
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Secure communications will be an important factor when dealing with such 
sensitive data. Certain solutions and applications can encrypt and protect these 
communications.

Template design and creation will assist the organization to create and customize 
templates for the prescriptions.

Financial reporting

The healthcare industry is subject to regular audits, checks and inspections from 
external authorities. This requires the organizations to produce statements that disclose 
their financial status to management, investors and the government/regulators—a vital 
process that can take some time without proper digital transformation.

How information management will help

Data visualization tools provide dashboards and other user-friendly visualizations 
of financial data to ease the decision-making and reporting process. The data from 
these dashboards can often be sourced from external systems like CRM, HRIS, PMS 
and more.

Template design and creation tools will, as per usual, make a valuable asset in 
financial reporting, giving users the ability to create and update financial report 
templates that can later be customized.

Healthcare operations benchmarking

In order for any healthcare organization to grow, they need to assess and examine 
their performance. This is where operations benchmarking comes in. 

To complete this process accurately, the organization must compare the costs, 
expenses and productivity of a specific hospital unit to the costs and expenses of 
other similar units at similar hospitals. The intent is to see if there are ways we can 
provide services more efficiently without adversely affecting the quality of care.

This process is nearly impossible to execute accurately and effectively  
without digitization.

How information management will help

Trend analysis tools provide big data analytic capabilities to combine both internal 
and external data sources. This allows the organization to gain insight in the trends 
of their performance and others.

Data visualization provides dashboards and other visualizations of benchmarking 
data to be easily presentable and digested to the end-user and other stakeholders. 
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One stop shop for information management capabilities

In most instances it’s not possible for one vendor to offer all elements of an entire 
healthcare solution, and to constantly build or acquire applications can prove to be 
more detrimental to business than profitable.

OpenText OEM solutions have been designed specifically to combat this roadblock. 
We offer management technology that addresses the digital needs of back-office 
and administrative operations across many industries, including healthcare. These 
solutions are available to be licensed for use in other healthcare solution provider’s 
products and services. 

We have the expertise and support you need for critical platform elements, whilst 
your business remains focused on building core IP and supporting the unique needs 
of your healthcare customers.

If you would like to find out more about OpenText OEM, or about software 
solutions for other industries, contact OpenText or visit our official OpenText OEM 
webpage: opentext.com/oem.

About OpenText

OpenText, The Information Company, enables organizations to gain insight through 
market leading information management solutions, on-premises or in the cloud. For 
more information about OpenText (NASDAQ: OTEX, TSX: OTEX) visit: opentext.com.

Connect with us:

• OpenText CEO Mark Barrenechea’s blog
• Twitter  |  LinkedIn
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